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ABSTRACT 
 
Internet banking is one of the most popular services utilized by the Malaysian retail 
banking customers in recent years. Despite its attractiveness, studies have shown that 
the quality of e-services is core an issue that influences customer’s satisfaction of 
Internet banking services worldwide. The objective of this study is to evaluate consumer 
satisfactions on Internet banking adoption in Malaysia. Results show that Internet 
banking users has influences by four predictors which is convenience, security and 
privacy, compatibility and services. The implications are discussed and 
recommendations are made in order to improve Internet banking service in Malaysia. 
 
 
 
 
 
 
 
 
 
 
 
 
 
3 
 
TABLE OF CONTENT 
 
  CONTENT            PAGES 
ACKNOWLEDGE        ii 
TABLE OF CONTENTS       iii 
LIST OF TABLES        v 
LIST OF DIAGRAM        vi 
ABSTRACT         vii 
 
CHAPTERS  
  
1.0 INTRODUCTION        1  
1.1       Background  Of The Study     1-4 
1.2       Problem Statement      5-6 
1.3       Research Objectives      7  
1.4       Research Questions      8   
1.5       Research Hypothesis                 9-10 
1.6       Scope Of Study      11 
1.7       Significant Of Study      12 
1.8       Definition Of Terms                13-15 
1.9       Research Limitation      16 
1.10 Theoretical Framework     17   
      
2.0 LITERATURE REVIEW 
2.1  Customers Satisfaction     18-19 
2.2  Internet Banking      19-20 
2.3  Convenience       21-22  
2.4       Security and Privacy      22-23 
2.5  Services       24-25 
2.6  Compatibility       25-26 
        
3.0 METHODOLOGY AND DATA ANALYSIS 
3.1 Research Design                27-28                      
3.2 Sources of Data      29 
3.3 Sample Frame      30 
3.4       Sampling       31 
3.5       Sampling Technique       31 
3.6       Sample Size       31 
3.7       Research Instruments     32-33 
3.8       Data Analysis and Interpret Technique   34-36 
 
4.0 FINDINGS AND ANALYSIS        
4.1       Frequency and Characteristic of the Respondents  38-39 
4.2       Analysis of Problem Statements, Objectives and   40-65 
      Hypothesis findings and results 
 
5.0 CONCLUSION AND RECOMMENDATION     66-72   
 
BIBLIOGRAPHY        73-75 
APPENDICES 
 Appendix I – Questionnaire       76-78 
4 
 
 
 
List of Table           Pages 
 
Table 1.0: List of Internet Banking in Malaysia by Banking Providers  2 
Table 3.1: Reliability Coefficient Table      35 
Table 3.2:Rules of Thumb about Correlation Coefficient Size   36 
Table 4.0: Reliability Statistic Table       38 
Table 4.1: Variable’s Cronbach's Alpha table.     39 
Table 4.2: Demographic Profile Tabulation      40 
Table 4.3: The level of convenience variable     57  
Table 4.4: The level of security and privacy variable     58 
Table 4.5: Level of compatibility variable      59 
Table 4.6: The level of services variable      60 
Table 4.7: Rules of Thumb about Correlation Coefficient Size   61 
Table 4.8: Coefficients between dependent and independent variable  62 
 
 
 
 
5 
 
 
List of Diagram          Pages 
 
Diagram 1.0: Theoretical Framework       17 
Diagram 4.2.3: Dependent variable       42 
Diagram 4.1: Internet banking systems would make transaction easier.  43 
Diagram 4.2: Internet banking system useful.     44 
Diagram 4.3: Internet banking eliminates geographic limitation   44 
Diagram 4.4: Internet banking systems eliminates time constraints   45 
Diagram 4.5: Internet banking would be a convenience way to manage finances 45 
Diagram 4.6: Confident over the security aspects of internet banking in Malaysia. 46 
Diagram 4.7: Others will not know information concerning online   47 
                      banking transactions  
    
Diagram 4.8: Internet security technology provides for safer online banking 47 
Diagram 4.9: Using the internet banking systems would not disclose personal 48           
                      information 
 
Diagram 4.10: The internet banking systems secure in conducting my banking 49  
                        Transactions 
 
Diagram 4.11: Internet banking systems are clear and understandable  49 
Diagram 4.12: It will be easy to become skillful by using the internet banking         50                                     
                       systems. 
 
Diagram 4.13: Learning to use internet banking would be easy   51 
Diagram 4.14: Internet banking will not required a lot of mental effort  52 
Diagram 4.15: Internet banking is easy to use     53 
